This analysis has been based upon field research conducted by AGERGS, a regulating agency of the State of Rio Grande do Sul, Brazil, in December 1999. The study comprises 86% of the cities of this state, accounting for 98% of the urban population.
The study comprises 86% of the cities of this state, accounting for 98% of the urban population.
The main objective of this study is to detect the expectations of the population with regard to power services in order to derive two main conclusions: 1. To understand the population's acceptance and tolerance to the services offered. 2. To evaluate the practical possibility of fulfilling these expectations.
The information in this research has crucial importance in supporting issues about quality service regulations for consumers' satisfaction. With the regulation restructuring in the state of Rio Grande do Sul in 1997, eight concessionaires started to supply energy in most of RS. That is when AGERGS was created, aiming to regulate the electric power service in the state based on an agreement with ANEEL, the National Agency of Electric Power. A correlation between the consumers' satisfaction and the incidence of power supply interruptions was verified in the research.
In this study we will analyze some results of the opinion poll performed and present the correlations and statistical tests that result from it.
To establish a relationship among the indexes DEC, FEC and the subjects of this research in order to evaluate the degree of the consumers' satisfaction we used the Pearson's Correlation Coefficient. This coefficient ranges from - The data shows that a very strong inverse correlation exists between the attributed rating and the FEC index.
The same happens with the variable that measures the satisfaction. This result reveals that as the FEC index increases, customer satisfaction of the service provided increases.
However, for the DEC index, the relationship is not significant, but the sign of the correlation was also negative.
The eight concessionaires of power supply based in Rio Grande do Sul have a lot to accomplish so they can reach scientific research of electric power in the urban excellence in costumer's satisfaction.
Overall, we conclude that the concessionaires benefit from positive evaluation from the consumers, especially when we look at the low rejection rate (bad and very bad, unsatisfied or very unsatisfied concepts) and reasonable ratings. The study presents the major aspects that should be tackled, in the sense of moving towards obtaining higher quality standards of service from a consumers' perspective.
The study clearly shows that blackouts and the percentage of tension fall noticed by the consumers they were above your demanding expectations.
This scientific research made by AGERGS proved, once again, that it is possible to systematically take actions aiming improvement in public service satisfaction, with emphasis here in power supply, in an affective and economical way.
We must not overlook the impressive number of Rio Grande do Sul's consumers, over 1.800 volunteers, who helped make this study viable by responding our request. They also helped put the State Law 11075/98 into practice, which created the State Code for Public Service Quality Control. Prior to this study there were about 1,200 volunteer users registered at AGERGS. From these, 400 were interested in electric powerrelated issues.
It is sought, therefore, to meet the stipulations of the accord ANEEL/AGERGS, systematically and consistently incorporating costumers' opinion in the power supply public service assessment process, which plays an essential role in inspections procedures that elapses from the regulating process. 
STATISTICAL CORRELATIONS BETWEEN INDICATORS OF POWER SUPPLY AND CONSUMERS´ SATISFACTION

-INTRODUCTION
This analysis has been based upon field research conducted by AGERGS, a regulating agency of the State of Rio Grande do Sul, Brazil, in December 1999. The study comprises 86% of the cities of this state, accounting for 98% of the urban population.
-POPULATION OPINION ABOUT POWER SUPPLY SERVICES
The research was conducted between October 1999 and February 2000. Initially, a sample corresponding to 10% of the company's residential consumers were randomly selected.
Using the same random method, a second sampling was drawn constituting the set of residences to which the questionnaires were sent.
The process of sampling used a function of Microsoft Access software that generates random numbers, which ensures a representative statistical sample of the population, essential, in particular, to study consumers' consumption of low and medium income We sent out 31,626 questionnaires by mail to 444 cities. The outcome was 3027 replies -close to 10%.
Thirty-one objective questions were presented, but only a number of them are considered in this work. They have been previously tested based upon the experience of the technical staff of the State Appraisal and Analysis Department and AGERGS. The research includes public services related to water, sanitary conditions, post, public elementary education, city cleaning and transportation. Tables 1 to 7 show some questions and the answers from 3027 consumers. According to the concept adopted by AGERGS, 62.7% of the interviewed population approves the power supply services.
-Field Research Summary (Power Supply Segment)
Examining table 3, we verify that 69.6% of the sampling individuals consider the power supply service provided as normal, with a percentage close to 62.7 when we add up the answers "excellent" and "good" and of good and excellent in table 6, about the general quality of the power supply service.
Examining table 3, we verify that 69.6% of the sampling individuals consider the power supply service provided as normal. In comparison, a percentage close to 62.7 occurs in table 6 when we add up the answers "excellent" and "good".
As to service interruptions, it is interesting to observe the close relationship between the 62.7% of the sample that consider the service as excellent or good in RS, approval that is also explained by the following figures: 1) 70.0% of the sampling individuals (table 1) had two or less blackouts within the last fifteen days; 2) 75.0% (table 2) had power supply resumed in less than one hour from the event of the last failure; 3) 79.8% (table 5) informed that, on average, in 1999 power supply was resumed in less than one hour.
-STATISTICAL CORRELATIONS BETWEEN INDICATORS OF POWER SUPPLY AND CONSUMERS´ SATISFACTION
To establish a relationship among the indexes DEC, FEC and the subjects of this research in order to evaluate the degree of the consumers' satisfaction we used the The data shows that a very strong inverse correlation exists between the attributed rating and the FEC index. The same happens with the variable that measures the satisfaction. This result reveals that as the FEC index increases, customer satisfaction of the service provided increases.
However, for the DEC index, the relationship is not significant, but the sign of the correlation was also negative. Tables 10 to 12 shows the average satisfaction rating of power supply, considering quality and price according to the answers given to the problems in the energy supply. Noticeably, the medium rating attributed to the general quality and price of the service goes up as the number of power supply failures goes down.
-ANALYSIS OF THE RELATIONSHIP BETWEEN LEVEL OF SATISFACTION AND RELATED PROBLEMS
A significant difference is shown by Tukey's statistical test, which indicates that the average ratings in the interviewee groups reported none or one power failure. The median ratings are significantly greater. Here the differences don't follow a decreasing pattern as perceivable as in the previous comparison. However, it is noticed that when power failures happened with monthly periodicity, the medium ratings suffered a considerable drop.
Relationship between Mean Note X FEC 02 According to Tukey's test, the average rating given by customers who consider the electric power normal is significantly greater in comparison to those consumers who regard it as "too strong" (it burns light bulbs) or Weak (not only in the peak hours).
The fact that the electric power is unstable or weak in peak hours does not affect the medium rating significantly.
-FINAL CONSIDERATIONS
In general terms, 62.7% of the consumers approved the quality of the services ("excellent" and "good"). 62.6% of customers where satisfied or very satisfied with the quality of the services provided. The rating given to the "quality of power supply" was 7.39. Electric power services had the highest satisfaction rate among those under regulation of AGERGS.
The study clearly shows that blackouts and the percentage of tension fall noticed by the consumers they were above your demanding expectations. This scientific research made by AGERGS proved, once again, that it is possible to systematically take actions aiming improvement in public service satisfaction, with emphasis here in power supply, in an affective and economical way.
We must not overlook the impressive number of Rio Grande do Sul's consumers, over 1,800 volunteers, who helped make this study viable by responding our request. They also helped put the State Law 11075/98 into practice, which created the State Code for Public Service Quality Control. Prior to this study there were about 1,200 volunteer users registered at AGERGS. From these, 400 were interested in electric power-related issues.
As a result, the total of registered individuals were over double the original number. The number of registered individuals in the electric power field was quadrupled. This is, therefore, a robust and very important aspect of the research.
It is sought, therefore, to meet the stipulations of the accord ANEEL/AGERGS, systematically and consistently incorporating costumers' opinion in the power supply public service assessment process, which plays an essential role in inspections procedures that elapses from the regulating process.
The outcome of this work was highly positive, particularly for the fact that over 3000 consumers from 400 cities participated in the project returning the questionnaires that were sent to them by AGERGS.
The insight we obtained from the carrying out this first scientific research comprising electric power in the urban area of Rio Grande do Sul (excluding tows where rural electricity cooperatives provide the service) allows us to identify some problems. Resolving such problems may significantly improve the outcomes in future studies. Here are the main ones: -Motivate research through population's participation; -Improve graphical material in order to provide more attractive forms/questionnaires to the sampling individuals; -Incorporate scientific and technical knowledge of State Universities in Rio Grande do Sul that are associated to AGERGS, aiming improvement. -Study alternatives to increase the number of responses of questionnaires sent out; -Use the power supply service inspection outcomes of 1999 to improve questionnaire conception and construction. In the same way, the upcoming inspections should use the outcomes of this study.
